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DETAILED ACTION 

1. This action is responsive to the application filed on April 18, 2005. Claims 1-24 
are pending. Claims 1 and 13 are amended. Claims 1-24 represent Internet based 
system designer with live agent assist. 

2. Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 

obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed 
or described as set forth in section 102 of this title, if the differences between the 
subject matter sought to be patented and the prior art are such that the subject 
matter as a whole would have been obvious at the time the invention was made 
to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was 
made. 

Claims 1-24 are rejected under 35 U.S.C. 103(a) as being unpatentable over Lee 
U.S. 6,263,358 in view of Bateman et al. U.S. 5,884,032. 

Lee teaches the invention substantially as claimed including scheduler for a 
software system having means for allocating tasks (see abstract). 

As to claim 1 , Lee teaches a system comprising: 

a configurator tool providing a range of relationships for correlating selections 
within a scope of a configuration (figure 6; column 5, lines 59, Lee discloses a library of 
predefined organizational relationships; columns17-18, lines 66-67 and 1, Lee 
discloses The Shop 1 Table introduces the four organizational relationships used in the 
current implementation of the CABS system; column 36, lines 41-43, Lee discloses the 



3. 

etal. 
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society tool allows a user to select a set of agents and view (a) the structural 
organizational relationships); 

Lee fails to teach explicitly a common reference frame in communication with 
said configurator tool, whereby a user of the configurator tool and a remotely located 
live human agent simultaneously view at least one common page, wherein the live 
agent assists the user. 

However, Bateman teaches system for coordinating communications via 
customer contact channel changing system using call centre for setting up the call 
between customer and an available help agent. Bateman teaches a common reference 
frame in communication with said configurator tool, whereby a user of the configurator 
tool and a remotely located live human agent simultaneously view at least one 
common page, wherein the live agent assists the user (column 10, line 32 to column 
1 1 , line 1 , Bateman discloses the agent who is already connected to the desired WWW 
server 132 acts as HOST and the caller acts as a REMOTE allowing the caller to view 
the same WWW pages (or other Information Systems) as the agent (box 11-4). The 
agent can then walk the customer through information and supplement it verbally, 
thereby sharing a multimedia call with the customer (box 11-5). Screens appearing on 
the agents 1 computer appear on the customer's computer, as what the customer sees 
is an exact duplicate of what the agent sees. This may result in immediate sales and 
service or assist in further sales and service; see abstract). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Lee in view of Bateman to provide a common reference frame in 
communication with said configurator tool, whereby a user of the configurator tool and 
a remotely located live human agent simultaneously view at least one common page, 
wherein the live agent assists the user.' One would be motivated to do so to allow 
transparency between the customer and the service provider. 

As to claim 2, Lee teaches the system designer of claim 1 , wherein the 
configurator tool comprises an expert system and the live agent assists the user by 
helping the user to perform at least one of navigation of the expert system and use of 
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the expert system (column 25, lines 59-65, Lee discloses The user input at this stage 
will simply be a list of agent identifiers, representing the set of candidate agents 
selected by the domain expert as likely to provide a reasonable model of, and therefore 
workable control structure for, the domain. The CABS system will allocate each of the 
identifiers a copy of the agent shell 300 and the output of Step 1 is this set of agent 
shells 300) 

As to claim 3, Lee teaches the system designer of claim 1 , wherein the user and 
the live agent establish mutual communication (column 9, lines 45-52, Lee discloses at 
agent build time, the user selects from a co-ordination graphs database 310 the 
specific coordination graphs for the agent, which are loaded into the agent's local 
coordination graph database 255...) 

As to claim 4, Lee teaches the system designer of claim 3, wherein the user and 
the live agent simultaneously view the common page while maintaining mutual 
communication (figure 14; column 9, lines 53-56, Lee discloses A particularly important 
feature of the CABS agent is that its co-ordination engine 210 can implement more 
than one co-ordination process, and therefore more than one coordination protocol, 
simultaneously) 

As to claim 5, Lee teaches the system designer of claim 3, wherein the mutual 
communication occurs by at least one of telephone, digital video link, digital audio link, 
online instant messaging system, and internet chat technology (column 33, lines 20-37, 
lee discloses... Further, for administrative and debugging purposes, it is important that 
the visualize function both online and off-line; column 36, lines 18-24, lee 
discloses... connecting to a name server involves sending a request to the name server 
to list all agents in the environment and any agents which later come online) 

As to claim 6, Lee teaches the system designer of claim 1 , wherein the selections 
are preselected for configuration (column 3, lines 22-25, Lee discloses a module 
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selects said executable software for use in negotiating with another software module in 
relation to task allocation, said selection being determined at least in part by said 
organization data). 

As to claim 7, Lee teaches the system designer of claim 1, wherein a relationship 
within the domain of relationships involves at least in part at least one algorithmic 
function (column 3, lines 19-21, Lee discloses executable software providing a 
collaboration or co-ordination strategy, expressed for instance as a rule or algorithm; 
column 20, lines 25-32, Lee discloses... CABS agents can also allow an optimizing 
scheduler to be attached to the commitment table. In a simple implementation, a 
constraint satisfaction algorithm can be used to reschedule already planned activities 
such that none of the constraints that were imposed during planning is violated; column 
38, lines 51-61, Lee discloses Hence, the algorithm of the Reports tool for processing 
the data (retrieved from all the agents) is as follows:...). 

As to claim 8, Lee teaches the system designer of claim 1 , wherein the live agent 
assists the user in modification of at least one of a selection, a relationship, the 
configuration, the configurator tool, the mutual communication, the common reference 
frame, and the common page (column 36, lines 18-27, Lee discloses Use of any of the 
tools in the suite requires that once the tool is launched users connect to one or more 
name servers. In a multi-agent system environment, name servers contain the names 
and addresses of all "live" agents in the environment. Thus, connecting to a name 
server involves sending a request to the name server to list all agents in the 
environment and any agents, which later come online. In an environment with many 
name servers, the user can select which to connect to, effectively filtering the 
visualization effort to a subset of agents of interest). 

As to claim 9, Lee teaches the system designer of claim 8, wherein the 
modification of the configuration includes at least one of expansion, limitation, and 
redefinition of a scope of the configuration (column 39, lines 59-64, Lee discloses The 
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tool also provides the user with facilities for collapsing/expanding sections of the graph 
and hiding/showing nodes on the graph-this is important in dealing with a very large 
graph since it allows a user to focus-in on the regions of interest, reducing too much 
detail which might hinder the debugging effort; column 41 , lines 52-58, Lee discloses 
The control monitor tool is useful in debugging and/or analyzing the behavior of a 
society of agents by allowing a user to dynamically reconfigure the society and analyze 
its subsequent behavior. This is useful when testing hypotheses. The user can use it 
to study the effects of various changes on agents 1 constitution, organizational relations, 
co-ordination behavior etc.) 

- As to claim 1 0, Lee teaches the system designer of claim 9, wherein the 
expansion of a scope of the configuration includes live agent assistance with multiple 
configurator tools (column 24, lines 38-49, Lee discloses CABS embodies a system of 
methods plus environment to provide a multi-agent systems developer with the means 
to: configure a number of different agents of varying functionality and behavior...) 

As to claim 1 1 , Lee teaches the system designer of claim 1 . 

Lee fails to teach explicitly the common reference frame permits the live agent to 
view a user interface that looks the same as the user interface of the user. 

However, Bateman teaches explicitly the common reference frame permits the 
live agent to view a user interface that looks the same as the user interface of the user 
(column 10, line 32 to column 11, line 1, Bateman discloses the agent who is already 
connected to the desired WWW server 132 acts as HOST and the caller acts as a 
REMOTE allowing the caller to view the same WWW pages (or other Information 
Systems) as the agent (box 11-4). The agent can then walk the customer through 
information and supplement it verbally, thereby sharing a multimedia call with the 
customer (box 11-5). Screens appearing on the agents' computer appear on the 
customer's computer, as what the customer sees is an exact duplicate of what the 
agent sees. This may result in immediate sales and service or assist in further sales 
and service). 
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It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Lee in view of Bateman to provide the common reference frame 
permits the live agent to view a user interface that looks the same as the user interface 
of the user. One would be motivated to do so to allow transparency between the 
customer and the service provider. 

As to claim 12, Lee teaches the system designer of claim 1, wherein the live 
agent is chosen by an agent selection method comprising: 

determining at least one desirable skill required of a live agent (abstract, Lee 
discloses... agents works together in a domain to provide functionality such as 
provision of communications services...); 

determining an appropriate level of skill required of a live agent (abstract, Lee 
discloses... a scheduler is built into each collaborative agent which schedules tasks 
allocated to that particular agent and tasks sub-allocated by that agent...); 

evaluating the cost of labor for at least one live agent (column 6, lines 34-44, Lee 
discloses... The network agents 115, 120 will also need to collaborate with each other, 
for instance by bidding against one another in terms of cost, time and quality of service 
to provide the network bandwidth; column 19, lines 2-3, lee discloses cost of 
performing the task; column 39, lines 21-25, Lee discloses Other attributes of the jobs 
might also be shown on the chart, such as when each agent is scheduled to perform its 
part, their costs, the priority assigned to them by the agents, and the resources they 
require); and 

selecting a live agent based at least in part on the cost of labor for a live agent 
with the appropriate level of skill regarding the desirable skill (column 8, lines 20-22, 
Lee discloses the Message Handler 210 to construct a message and dispatch it to 
selected other agents; column 39, lines 9-25, Lee discloses The reports tool provides a 
global view of problem solving in a society of agents and is useful both as a debugging 
and an administrative tool. It allows a user to select a set of agents and request that 
they report the status of all their jobs to it. Next, the user can select an agent of 
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interest and a job owned by that agent. (An agent owns a job if it is scheduled to 
perform the job or subpart at a root node in a task decomposition hierarchy for the job.) 
For the selection of agent and job, the reports tool generates the GANTT chart type 
graph 700 of FIG. 7 showing the decomposition 560 of the job, the allocation of its 
constituent subparts to different agents in the community, and the relevant states of the 
job and subparts. Other attributes of the jobs might also be shown on the chart, such 
as when each agent is scheduled to perform its part, their costs, the priority assigned 
to them by the agents, and the resources they require). 

As to claim 13, Lee teaches a method of providing live agent assistance, the 
method comprising: 

providing a configurator tool to a user permitting the user to assemble a 
configuration of selections, wherein the configuration includes at least two selections 
and a relationship correlating the selections (figure 6; column 5, lines 59, Lee discloses 
a library of predefined organizational relationships; columns17-18, lines 66-67 and 1, 
Lee discloses The Shop 1 Table introduces the four organizational relationships used 
in the current implementation of the CABS system; column 36, lines 41-43, Lee 
discloses the society tool allows a user to select a set of agents and view (a) the 
structural organizational relationships). 

Lee fails to teach explicitly establishing a common reference frame between the 
user and a remotely located live human agent, wherein the user and the live agent 
simultaneously view at least one common page, wherein the live agent assists the 
user. 

However, Bateman teaches establishing a common reference frame between the 
user and a remotely located live human agent, wherein the user and the live agent 
simultaneously view at least one common page, wherein the live agent assists the user 
(column 10, line 32 to column 1 1 , line 1 , Bateman discloses the agent who is already 
connected to the desired WWW server 132 acts as HOST and the caller acts as a 
REMOTE allowing the caller to view the same WWW pages (or other Information 
Systems) as the agent (box 11-4). The agent can then walk the customer through 
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information and supplement it verbally, thereby sharing a multimedia call with the 
customer (box 11-5). Screens appearing on the agents' computer appear on the 
customer's computer, as what the customer sees is an exact duplicate of what the 
agent sees. This may result in immediate sales and service or assist in further sales 
and service; see abstract). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Lee in view of Bateman to provide establishing a common 
reference frame between the user and a remotely located live human agent, wherein 
the user and the live agent simultaneously view at least one common page, wherein 
the live agent assists the user. One would be motivated to do so to allow transparency 
between the customer and the service provider. 

As to claim 14, Lee teaches the method of claim 13, wherein the configurator tool 
comprises an expert system and the live agent assists the user by helping the user to 
perform at least one of navigation of the expert system and use of the expert system 
(column 25, lines 59-65, Lee discloses the user input at this stage will simply be a list 
of agent identifiers, representing the set of candidate agents selected by the domain 
expert as likely to provide a reasonable model of, and therefore workable control 
structure for, the domain. The CABS system will allocate each of the identifiers a copy 
of the agent shell 300 and the output of Step 1 is this set of agent shells 300) 

As to claim 15, Lee teaches the method of claim 13, wherein the user and the 
live agent establish mutual communication (column 9, lines 45-52, Lee discloses at 
agent build time, the user selects from a co-ordination graphs database 310 the 
specific coordination graphs for the agent, which are loaded into the agent's local 
coordination graph database 255...) 

As to claim 16, Lee teaches the method of claim 15, wherein the user and the 
live agent simultaneously view the common page while maintaining mutual 
communication (figure 14; column 9, lines 53-56, Lee discloses A particularly important 
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feature of the CABS agent is that its co-ordination engine 210 can implement more 
than one co-ordination process, and therefore more than one coordination protocol, 
simultaneously) 

As to claim 17, Lee teaches the method of claim 15, wherein the mutual 
communication occurs by at least one of telephone, digital video link, digital audio link, 
online instant messaging system, and internet chat technology (column 33, lines 20-37, 
lee discloses... Further, for administrative and debugging purposes, it is important that 
the visualize function both online and off-line; column 36, lines 18-24, lee 
discloses... connecting to a name server involves sending a request to the name server 
to list all agents in the environment and any agents which later come online) 

As to claim 18, Lee teaches the method of claim 13, wherein the selections are 
preselected for configuration (column 3, lines 22-25, Lee discloses a module selects 
said executable software for use in negotiating with another software module in relation 
to task allocation, said selection being determined at least in part by said organization 
data). 

As to claim 19, Lee teaches the system designer of claim 13, wherein a 
relationship within the domain of relationships involves at least in part at least one 
algorithmic function (column 3, lines 19-21, Lee discloses executable software 
providing a collaboration or co-ordination strategy, expressed for instance as a rule or 
algorithm; column 20, lines 25-32, Lee discloses... CABS agents can also allow an 
optimizing scheduler to be attached to the commitment table. In a simple 
implementation, a constraint satisfaction algorithm can be used to reschedule already 
planned activities such that none of the constraints that were imposed during planning 
is violated; column 38, lines 51-61, Lee discloses Hence, the algorithm of the Reports 
tool for processing the data (retrieved from all the agents) is as follows:...). 
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As to claim 20, Lee teaches the method of claim 13, wherein the live agent 
assists the user in modification of at least one of a selection, a relationship, the 
configuration, the configurator tool, the mutual communication, the common reference 
frame, and the common page (column 36, lines 18-27, Lee discloses Use of any of the 
tools in the suite requires that once the tool is launched users connect to one or more 
name servers. In a multi-agent system environment, name servers contain the names 
and addresses of all "live" agents in the environment. Thus, connecting to a name 
server involves sending a request to the name server to list all agents in the 
environment and any agents, which later come online. In an environment with many 
name servers, the user can select which to connect to, effectively filtering the 
visualization effort to a subset of agents of interest). 

As to claim 21 , Lee teaches the method of claim 20, wherein the modification of 
the configuration includes at least one of expansion, limitation, and redefinition of a 
scope of the configuration (column 39, lines 59-64, Lee discloses The tool also 
provides the user with facilities for collapsing/expanding sections of the graph and 
hiding/showing nodes on the graph-this is important in dealing with a very large graph 
since it allows a user to focus-in on the regions of interest, reducing too much detail 
which might hinder the debugging effort; column 41, lines 52-58, Lee discloses The 
control monitor tool is useful in debugging and/or analyzing the behavior of a society of 
agents by allowing a user to dynamically reconfigure the society and analyze its 
subsequent behavior. This is useful when testing hypotheses. The user can use it to 
study the effects of various changes on agents' constitution, organizational relations, 
co-ordination behavior etc.) 

As to claim 22, Lee teaches the method of claim 21 , wherein the expansion of a 
scope of the configuration includes live agent assistance with multiple configurator 
tools (column 24, lines 38-49, Lee discloses CABS embodies a system of methods 
plus environment to provide a multi-agent systems developer with the means to: 
configure a number of different agents of varying functionality and behavior...) 
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As to claim 23, Lee teaches the system designer of claim 13. 

Lee fails to teach explicitly the common reference frame permits the live agent to 
view a user interface that looks the same as the user interface of the user. 

However, Bateman teaches explicitly the common reference frame permits the 
live agent to view a user interface that looks the same as the user interface of the user 
(column 10, line 32 to column 1 1 , line 1 , Bateman discloses the agent who is already 
connected to the desired WWW server 132 acts as HOST and the caller acts as a 
REMOTE allowing the caller to view the same WWW pages (or other Information 
Systems) as the agent (box 11-4). The agent can then walk the customer through 
information and supplement it verbally, thereby sharing a multimedia call with the 
customer (box 11-5). Screens appearing on the agents' computer appear on the 
customer's computer, as what the customer sees is an exact duplicate of what the 
agent sees. This may result in immediate sales and service or assist in further sales 
and service). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Lee in view of Bateman to provide the common reference frame 
permits the live agent to view a user interface that looks the same as the user interface 
of the user. One would be motivated to do so to allow transparency between the 
customer and the service provider. 

As to claim 24, Lee teaches the method of claim 13, wherein the live agent is 
chosen by an agent selection method comprising: 

determining at least one desirable skill required of a live agent (abstract, Lee 
discloses... agents works together in a domain to provide functionality such as 
provision of communications services...); 

determining an appropriate level of skill required of a live agent (abstract, Lee 
discloses.. .a scheduler is built into each collaborative agent which schedules tasks 
allocated to that particular agent and tasks sub-allocated by that agent...); 



Application/Control Number: 09/940,100 Page 13 

Art Unit: 2157 

evaluating the cost of labor for at least one live agent (column 6, lines 34-44, Lee 
discloses. ..The network agents 1 15, 120 will also need to collaborate with each other, 
for instance by bidding against one another in terms of cost, time and quality of service 
to provide the network bandwidth; column 19, lines 2-3, lee discloses cost of 
performing the task; column 39, lines 21-25, Lee discloses Other attributes of the jobs 
might also be shown on the chart, such as when each agent is scheduled to perform its 
part, their costs, the priority assigned to them by the agents, and the resources they 
require); and 

selecting a live agent based at least in part on the cost of labor for a live agent 
with the appropriate level of skill regarding the desirable skill (column 8, lines 20-22, 
Lee discloses the Message Handler 210 to construct a message and dispatch it to 
selected other agents; column 39, lines 9-25, Lee discloses The reports tool provides a 
global view of problem solving in a society of agents and is useful both as a debugging 
and an administrative tool. It allows a user to select a set of agents and request that 
they report the status of all their jobs to it. Next, the user can select an agent of 
interest and a job owned by that agent. (An agent owns a job if it is scheduled to 
perform the job or subpart at a root node in a task decomposition hierarchy for the job.) 
For the selection of agent and job, the reports tool generates the GANTT chart type 
graph 700 of FIG. 7 showing the decomposition 560 of the job, the allocation of its 
constituent subparts to different agents in the community, and the relevant states of the 
job and subparts. Other attributes of the jobs might also be shown on the chart, such 
as when each agent is scheduled to perform its part, their costs, the priority assigned 
to them by the agents, and the resources they require). 

4. Response to Arguments 

Applicant's arguments filed April 18, 2005 have been fully considered but they 
are not persuasive. 

As to claims 1-24, Applicants argue that Lee does not teach, suggest, or motivate 
establishing a common reference frame between the user and a remotely located live 
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human agent, wherein the user and the live agent simultaneously view at least one 

common page and the live agent assists the user. 

On column 10, line 32 to column 11, line 1, Bateman discloses the agent who is 
already connected to the desired WWW server 132 acts as HOST and the caller acts 
as a REMOTE allowing the caller to view the same WWW pages (or other Information 
Systems) as the agent (box 11-4). The agent can then walk the customer through 
information and supplement it verbally, thereby sharing a multimedia call with the 
customer (box 11-5). Screens appearing on the agents' computer appear on the 
customer's computer, as what the customer sees is an exact duplicate of what the 
agent sees. This may result in immediate sales and service or assist in further sales 
and service; see abstract. 



5. Conclusion 

Applicant's amendment necessitated the new ground(s) of rejection presented in 
this Office action. Accordingly, THIS ACTION IS MADE FINAL. See MPEP 
§ 706.07(a). Applicant is reminded of the extension of time policy as set forth in 37 
CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1 .1 36(a) will be calculated from the mailing date of 
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the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the date of this final action. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to El Hadji M Sail whose telephone number is 571-272- 
4010. The examiner can normally be reached on 8:00-4:30. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ario Etienne can be reached on 571-272-4001 . The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-4010. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 




